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Company Overview 

Avaya is a global leader in enterprise communications systems. The company provides unified 
communications, contact centers and related Services directly and through its Business Partners to 
leading businesses and organizations around the world. Enterprises of all sizes depend on Avaya for 
state-of-the-art communications that improve efficiency, collaboration. Customer service and 
competitiveness. 

Avaya Professional Services (APS) offers comprehensive consulting, design, implementation and 
deployment for business solutions in support of Customer’s business objectives. APS will work with you to 
determine the service delivery options which best meet your needs. For more information, please visit 
www.avava.com . 


Avaya Aura™ Communication Manager Overview 

Avaya Aura™ Communication Manager software is the open, highly-reliable and extensible IP Telephony 
foundation on which Avaya delivers Unified Communications solutions to enterprises large and small. It 
delivers rich voice and video capabilities and provides for a resilient, distributed network of gateways and 
analog, digital, and IP-based communication devices. In addition, Avaya Aura™ Communication Manager 
boasts robust telephony system features, high reliability and scalability, and multi-protocol support. It 
includes advanced mobility features, built-in conference calling and contact center applications, and E911 
capabilities. Communication Manager effectively scales from less than 100 users to as many as 36,000 
users on a single system and to more than 1 million users on a single network. 


Value 

End Users: This Services offer provides Customer with the following: 

o The tools, expertise, and resources needed to install and integrate their new Avaya Aura^“ 
Communication Manager System. 

o Receive the experience, knowledge, and capabilities of Avaya Implementation and Professional 
Service organizations to help ensure successful high-quality implementations. 

Channel Partners: This Services offer provides our Partners with the following: 

o The flexibility to select 1 service or an entire suite of Services to match their Customer’s particular 
needs and their technical expertise. 


Avaya Aura™ Communication Manager Capabilities & Features 

Communication Manager is a key component of the Avaya Aura™ next generation architecture, which 
consolidates several previously separate products and new components into a holistic package that 
makes it easier to buy everything you need for Unified Communications. Communication Manager 
software is sold as part of the Avaya Aura™ Standard Edition and Enterprise Edition packages, which 
bring together all the functionality needed for common Customer situations with a simple per user 
licensing fee. 
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Designed to run on a variety of Linux-based servers. Communication Manager provides a range of 
capabilities to enable the virtual enterprise: 


• Robust voice and video call processing capabilities across a resilient, distributed network of 


media gateways and a wide range of analog, digital, and IP-based communication devices. 

• Advanced workforce productivity and mobility features. 

• Built-in conferencing and contact center applications. 

• Centralized voicemail and attendant operations across multiple locations. 

• E911 capabilities. 

• Support for SIP, H.323 and many other industry-standard communications protocols over a 
variety of different networks enabling centralized voicemail, attendant operations, and contact 
centers across multiple locations. 

• More than 700 powerful features in all. 

• Designed for high availability, reliability and survivability. 

• Survivable Remote/Core deployment options leveraging System Platform virtualization 
technology. 

• Evolution or Feature server alternatives. 

Communication Manager also provides the capability for many enterprises to flatten, consolidate and 
extend their enterprise communications networks, resulting in reduced Total Cost of Ownership (TCO), 
improved Customer service and greater competitiveness. 

Avaya’s flagship IP telephony, voice and video software, introduces a feature server option that connects 
directly to Session Manager from the application cloud, enabling SIP endpoints to register directly to 
Session Manager and access telephony features on demand. Communication Manager 6.0 introduces 
core survivability to feature server and evolution server Communication Manager configuration options, as 
well as a survivable remote option for branch locations. Communication Manager 6.0 is offered on System 
Platform and supports the IPv6 protocol. 


Avaya Aura™ Communication Manager and Service Delivery Options 

The following APS service delivery options are available for Avaya Aura™ Communication Manager: 

1) Basic: Within the Basic service option, APS will provide the installation and configuration of the Avaya 
Aura™ Communication Manage software. This includes software installation on servers, application 
software installation and configuration of the required translations, data gathering and system hand off 
review, cutover support, and First Day of Business Support. Optional Services include Project 
Management, Station Programming, specific routing configurations, and JITC support and training. 

2) Standard: Within the Standard service option, APS will provide hardware installation, and installation 
and configuration of the Avaya Aura™ Communication Manager software. This includes as well software 
installation on servers, application software installation and configuration of the required translations, data 
gathering and system hand off review, cutover support, and First Day of Business Support. Optional 
Services include Station Programming, placement and labeling, specific routing configurations, and JITC 
support and training. 

3) All Inclusive: Within the All Inclusive service option APS will provide hardware installation and 
installation and configuration of the Avaya Aura™ Communication Manager software as well as Project 
Management. This includes as well software installation on servers, application software installation and 
configuration of the required translations, data gathering, and system hand off review, cutover support. 
First Day of Business Support, and train the trainer. Optional Services include Station Programming, 
placement and labeling, specific routing configurations, JITC support, and Soft consoles and end user 
training. 
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APS Service Bundles 

Basic 

Standard 

All Inclusive 

Bundle Activities 

Software Work 

Software Work + 
Hardware 
Installation 

Software Work + 
Hardware 
Installation + 
Project 
Management 

Proiect Management 

Remote Project Management 

optional 


• 

On-site Project Management 

optional 


optional 

Remote Project Coordination 

• 

• 


Planninq and Desiqn Staqe 

Data Gathering 

• 

• 

• 

Installation Staqe 

Hardware Installation 


• 

• 

Telset placement & labeling (incl. 
Switch Room Cross-Connects) 


optional 

optional 

Imolementation/Conflquration Staqe 

On-site Software Specialist 

optional 

optional 

optional 

Software Installation - Platform 


• 

• 

Secure Access Link (SAL) - 
Embedded Agent 


• 

• 

Software Installation - 
Application 

• 

• 

• 

System Software and Network 

T ranslations/Parameters 

• 

• 

• 

Trunking Translations (Digital, 

T1, SIP & IP) 

• 

• 

• 

Software Programming for IP 
Interface Boards 

• 

• 

• 

Station Programming (Requires 
Partner/Customer utilizing Station 
Builder) 

• 

• 

• 

Station Programming (Includes 
Avaya Performing Station 

Reviews and Data Gathering) 

optional 

optional 

optional 

EC 500 Mobility 

optional 

optional 

optional 

Co Resident SES Server 
Configuration 

optional 

optional 

optional 

DCS/OSIG Routing 

optional 

optional 

optional 

UDP/ Private Network Routing 

optional 

optional 

optional 

TEHC/Complex Routing Nodes 

optional 

optional 

optional 

ARS Partitioning 

optional 

optional 

optional 

Dial Plan and Voicemail 
Transparency 

optional 

optional 

optional 

IGAR 

optional 

optional 

optional 

Communication Manager Basic 

Call Center 

optional 

optional 

optional 

Cne X Attendant Consoles 
(CSPC) 

optional 

optional 

optional 
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APS Service Bundles 

Basic 

Standard 

All Inclusive 

IP Softphones and Softconsoles 



optional 

Standard Local Survivability 
(SLS) 

optional 

optional 

optional 

Remote JITC 

optional 

optional 

optional 

On Site JITC 

optional 

optional 

optional 

Aura MBT Implementation 
options 

optional 

optional 

optional 

Knowledge Transfer/Trainina Stage 

System Handoff Review 

• 

• 

• 

Train the Trainer 

optional 

optional 

• 

End User Station Feature 

Training 

optional 

optional 

optional 

Testing Stage 

Integration Testing [in 
conjunction with appi servers] 

• 

• 

• 

Customer Defined User 
Acceptance Testing 

optional 

optional 

optional 

Cutover/Implementation Support Stage 

Cutover Support (include after 
hours) 

• 

• 

• 

First Day of Business Support 
(Help Desk) 

• 

• 

• 


Notes: 

1) A dot (•) means the service is included in the bundle. 

2) "Optional" means service can be purchased for an additional fee. 

3) Blank means the service is not available with this bundle. 


Availability 

This offer is available globally through Avaya or Avaya Authorized Business Partner. Details may vary by 
region. 


Avaya Professional Services Self Serve in ASD 

This offer is available in the Avaya Solution Designer (ASD) configurator for self serve pricing in the Avaya 
Professional Services module. The following is a list of exceptions that will require a custom quote: 

• Platform Migration: Server Replacement or Server Rebuild required. 

• Software Only Upgrades: Dot and Revision Level. 

• HW/SW Upgrades: Hardware and Software Upgrades using the same Server. 

• Conversions: Includes conversions to MBS and ESS. 

• Port Networks Replacements 

• Blowbacks 

• Moves 
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Why Avaya Professional Services 

Avaya Professional Services turns your real-time communications solutions into a business improvement 


strategy for employee, supplier, and vendor interactions. Customers can leverage the capabilities of 
Avaya Professional Services at any stage of their solution lifecycle. Our portfolio is designed to allow 
Customers to engage us for a specific project need or as an end-to-end offering for complete oversight. 


Avaya Professional Services helps deliver business productivity improvement that meets Customer 
challenges and drives their business forward, so they can focus on growing your business. We focus on 
solving Customer challenges such as reducing Total Cost of Ownership, mitigating risk and accelerating a 
Customer’s business. 

Whether a Customer chooses to work with one of our trusted partners or directly with us, you have access 
to the deep expertise of the Avaya team. Our extensive experience and horizontal, vertical, and 
technology expertise enable us to bring industry best practices to a Customer’s organization and drive 
measurable business results. We have a global network of over 1,500 consultants, network architects, and 
project managers with an average 15 years of industry experience each and industry certifications from 
multiple vendors. Executing over 2,000 projects every month globally, our consultants’ range of strategic, 
technical, and management skills can apply across a Customer’s communications network as our global 
resourcing model ensures the right specialist is deployed for every Customer’s project regardless of 
geography. 


For More Information 

This Offer Sheet and Service Description are not to be used for contractual purposes. To learn more about 
the Avaya Aura™ Communication Manager solution and how it can add value to your business, or other 
award-winning solutions and Avaya Global Services, talk to your Avaya Client Executive or Authorized 
Business Partner. Also, visit us at www.avava.com . 

Direct Customers - For information regarding Avaya Products and Services, or to begin your quote today 
please contact your Account Manager or Authorized Business Partner. 

Sales Teams - For information regarding the service offerings included in the bundles, please contact the 
Support Flotline at 866-Avaya-66 (US) or 00-800-0235-4321 (EMEA). When you are prompted to identify 
the solution you require information about, please say "APS Service Bundle". 

If you need assistance navigating the Avaya Solution Designer (ASD) tool, or understanding how to 
correctly select the bundles, contact the Design Central Team at 888-297-4700 (US), 720-444-5800 
(Americas International), 31-70-414-8099 (EMEA) or 65-6871-2693 (APAC). In this case, when 
prompted to identify the help you seek, please say either "Configuration" or "Design". 

To begin your Services quote today, follow the steps outlined below that best suit your need: 

1. For Avaya Sales Team requests: Go to Avaya Enterprise Portal, Tools, Sales Tools, 
Salesforce.com. 

2. For Distributors, APS Volume Commits and Platinum Partners requests go to Operations 
Resource System (ORS) at http://bpcc.avava.com/ . 

3. For all other Authorized Business Partner requests work through your Distributor. 

4. Authorized Business Partners may quote/order a-la-carte Services by visiting: 

http://portal.avava.eom/ptlWeb/spCP/CS2006103115434830059/C20092512724292001/SN20092 

5134055417094/SN200925134055417094 . 

5. For additional questions or support regarding this offer, please email us at 

APSOffers@avava.com . 
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APPENDIX 

Avaya Service Description 

for Avaya Aura^*^ Communication Manager 

Implementation Services 



Avaya Aura™ Communication Manager Delivery Services 

The following Avaya Professional Services apply to the implementation Services options available for 
Aura™ Communication Manager. Services provided by Avaya Professional Services are typically 
performed remotely. However, on-site support is an optional add-on service available upon request. 

Please work with your sales team to determine if the base configuration will meet Customer requirements 
or if additional Services may need to be included in the configuration and price. 

Project Management 

Project Management Services help speed implementation - and thus, business benefit realization - by 
monitoring critical time frames and effectively managing changes to help ensure timely deployment. 
Project Managers coordinate with Customer’s team to manage implementation requirements and act as a 
single point-of-contact that coordinates all Avaya technician resources, software resources, or engineers. 
By managing a comprehensive implementation project schedule and monitoring critical milestones. 
Project Management makes certain the solution is implemented according to plan and minimizes the risk 
of delays and additional costs. Project Management is an optional add-on service for the Avaya Aura™ 
Communication Manager implementation, with on-site and remote support options. 

Planning & Design 

The solution Planning and Design begins by identifying client expectations and helps define anticipated 
outcomes for the project. By gaining a thorough understanding of Customer’s business strategy, goals, 
and expectations, Avaya is better positioned to maximize the outcome of the solution deployment. 

Avaya associates design and deliver a solution tailored to meet Customer’s specific requirements. 

Avaya will conduct a pre-implementation design conference call including, but not limited to, the following 
topics: 

• Preparing for cutover. 

• Completing site survey. 

• Setting up telephony system integration. 

• Setting up Exchange Services Account. 

• Providing configuration note to Customer. 

Installation 

Installation Services begin with the inspection and inventory Avaya-provided hardware, followed by on-site 
rack and stack Services and connectivity to Customer’s Local Area Network. Avaya can install the Avaya- 
provided hardware and supporting operational systems in preparation for software installation and 
configuration. 
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Implementation, Configuration, & Testing 

Deployment Services deliver the complete software implementation and configuration of the solution as 


well as the testing and verification of system operation. Avaya provides resources and expertise to 
manage the integration quickly and reliably so that your Customer can focus on managing their business. 

All service options include a based set of deliverables which include: 


• Download software application and activate licenses. 

• Customize SNT (Software and Network Translations). 

• Enable SAL embedded Agent. 

• Translate Network Stations. 

• Integrate SIP stations to SES. 

• Implement Network Region Design based on requirements from the planning and design stage. 

Optional add-on Services include the following: 

• Configure Dial Plan and routing features. 

• Administer C-LAN to integrate with AES in Avaya Aura^“ MBT (Midsize Business Template). 

• Configure up to 5 basic Call Center Features in Avaya Aura™ MBT (Midsize Business 
Template). 

• Configure and build Avaya one-X® Attendant(s). 

• Configure routing schemes. 

Avaya Aura™ Communication Manager Knowiedge Transfer & Training 

All service options include a system network and trunking review with Customer. 

Optional add-on Services include the following: 

• Avaya can provide an on-site instructor-led end user voice terminal training. 

• Conduct a train the trainer training on voice terminal features. 

Avaya University Training 

Avaya University has multiple courses on the Avaya Aura™ Communication Manager solution for new and 
upgrading Customers. In some cases successful completion of these courses or assessment are a 
prerequisite to the transition of the Avaya Aura™ Communication Manager solution to Avaya Support 
Services. Cost of Avaya University training is available via the Avaya University website and is not 
included in the Services offer. 

Cutover & Implementation Support 

Avaya will ensure successful deployment of the Avaya Aura™ Communication Manager solution in 
Customer environment. Avaya minimizes the technical difficulties associated with integration to ensure: 

• Customer receives assured completeness of the Avaya Aura™ Communication Manager 
solution. 

• Customer has a consultant on-site during cutover to assure the proper functioning of all features. 

• Customer receives proper signoff and transition to support when job is complete. 

• Production validation is performed post-cutover to ensure system integrity. 
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During the implementation of Avaya Aura™ Communication Manager, Avaya will produce the following 
deliverables over the course of the project: 

When Project Management is included: 

• Provide environmental specifications to Customer. 

• Create site specific project plan and milestone schedule. 


Solution Implementation Dependencies 

Additional Avaya solutions and Services must be considered when implementing Avaya. 

Applications Enablement Services (AES) 

If using the Avaya Aura™ MBT (Midsize Business Template) implementation option AES must be included 
as a part of the implementation. For detailed AES product and service offer information, refer to the AES 
Product and APS AES Implementation Services offer documentation on the Avaya Enterprise Portal and 
Avaya Business Partner Enterprise Portal. 

Session Manager (SM) 

If using CM Feature Server then SM must be present or included as part of the implementation. 

If using CM 6.X and SIP endpoints then SM must also be present or included as part of the 
implementation. 

For detailed SM product and service offer information, refer to the SM Product and APS SM 
Implementation Services offer documentation on the Avaya Enterprise Portal and Avaya Business Partner 
Enterprise Portal. 
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